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Access to financial services  

is recognised globally as important to financial  

stability and the  

integrity of markets 

 
ɼʦʩʪʫʧ ʢ ʬʠʥʘʥʩʦʚʳʤ ʫʩʣʫʛʘʤ 

ʷʚʣʷʝʪʩʷ ʦʯʝʥʴ ʚʘʞʥʳʤ ʘʩʧʝʢʪʦʤ ʜʣʷ 

ʬʠʥʘʥʩʦʚʦʡ ʩʪʘʙʠʣʴʥʦʩʪʠ ʠ 

ʮʝʣʦʩʪʥʦʩʪʴ ʨʳʥʢʦʚ 

  
 

 

˥ͦ͋͊͡͡Έ͔ͤͦ ͖͍ͨ͊ͪͭͤͪͫͭͦ ͺ͙͍͚ͤ͊ͤͫͦͦ ͍͟͡Ό;͔͙ͤͤͦͫͭ 



                     published in 2016 

High Level Principles for  

Digital Financial Inclusion (HLPs)  
ȵɖɎɓɜɎɕɡ Ɋɑɥ ɜɎɚɖɔɈɔɉɔ 
ɚɎɓɆɓɗɔɈɔɏ  ɈɐɑɤɝɋɓɓɔɗɘɎ 
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Principle 1. Promote a Digital Approach to Financial Inclusion 

˿͔͚͍͍ͦ͒ͫͭͦ͊ͭΈ ͍͙͙͔ͪ͊ͭ͘ ͼ͙ͺ͍ͪͦͦͣͯ ʮʠʬʨʦʚʳʭ ʬʠʥʘʥʩʦʚʳʭ ʫʩʣʫʛʘʭ 

 ͍ͅ ͙͍͚ͤ͊ͤͫͦͦ ͙͔͎ͤͭͪ͊ͼ͙͙ 

Principle 2. Balance Innovation and Risk to Achieve Digital Financial Inclusion 

ˣ͙͍͙͔͊͊ͤͫͪͦ͊ͤ͡ ͙͍ͤͤͦ͊ͼ͙͚ ͙ ͙͍ͪͫͦ͟ ͒͡Ύ ͙͔͙͒ͦͫͭ͗ͤΎ ͼ͙ͺ͍͚ͪͦͦ 

ͺ͙͍͚ͤ͊ͤͫͦͦ ͙͔͎ͤͭͪ͊ͼ͙͙ 

Principle 3. Provide an Enabling and Proportionate Legal and Regulatory 

Framework for Digital Financial Inclusion ˽͔͍͔͙͔ͪ͒ͦͫͭ͊ͤ͡ ͍͍͚ͨͪ͊ͦͦ ͙ 

͙͍͚ͤͦͪͣ͊ͭͤͦ ͋͊͘· ͒͡Ύ ͙͔͎ͤͭͪ͊ͼ͙͙ ʮʠʬʨʦʚʳʭ ʬʠʥʘʥʩʦʚʳʭ ʫʩʣʫʛʘʭ 
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Principle 4. Expand the Digital Financial Services Infrastructure Ecosystem  

˾͊ͫ΄͙͔͙͔ͪͤ  Ή͙͔ͦͫͫͭͣ͟·  ͙ͤͺͪ͊ͫͭͪͯͭͯͪ͟· ͼ͙ͺ͍ͪͦ·ͻ ͺ͙͍ͤ͊ͤͫͦ·ͻ ͎ͯͫͯ͡  
Principle 5. Establish Responsible Digital Financial Practices to Protect 

Consumers ˿͙͔ͦ͒͊ͤ͘ ͍͔͍͔͚ͦͭͭͫͭͤͤͦ ͼ͙ͺ͍͚ͪͦͦ ͺ͙͍͚ͤ͊ͤͫͦͦ ͙͙ͨͪ͊ͭ͟͟ 
͒͡Ύ ͊͘΅͙ͭ· ͔͙͔͔͚ͨͦͭͪ͋ͭ͡ 
Principle 6. Strengthen Digital and Financial Literacy and Awareness  

͔͔͙͔̂ͪͨͤ͟͡ ͼ͙ͺ͍͚ͪͦͦ ͙ ͺ͙͍͚ͤ͊ͤͫͦͦ ͎͙ͪ͊ͣͦͭͤͦͫͭ ͙ ͍ͨͦ·΄͔͙ͤΎ 
͍͔͔͙ͦͫ͒ͦͣͤͤͦͫͭ͡ 
Principle 7. Facilitate Customer Identification for Digital Financial Services  

˿͔͚͍͙͔ͦ͒ͫͭ ͙͔͙͒ͤͭͺ͙͊͟ͼ͙͙ ͙͔͍ͤͭͦ͟͡ ͒͡Ύ ͼ͙ͺ͍ͪͦ·ͻ ͺ͙͍ͤ͊ͤͫͦ·ͻ ͎ͯͫͯ͡ 
Principle 8. Track Digital Financial Inclusion Progress  

˻͔͙͍͙͔ͭͫ͗͊ͤ͡ ͼ͙ͺ͍͎ͪͦͦͦ ͺ͙͍͎ͤ͊ͤͫͦͦͦ ͯ;͙͊ͫͭΎ 

High Level Principles for Digital Financial 

Inclusion (HLPs) continued 
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Access to Financial Services in 

the UK (Occasional Papers in financial regulation) 
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The paper analysed issues of financial services 

with five major social and technological trends:  

 

Á digital transformation, especially in banking;  

Á compliance and crime prevention, in the form 

of the anti-money laundering and know-your-

customer regulations;  

Á automated processes in the credit market;  

Á increasingly segmented markets for 

insurance; 

Á  and how policies to tackle problems 

associated with an ageing population impact 

on peopleôs access to credit in later life.  

1. ͼ͙ͺ͍ͪͦ͊Ύ ͭͪ͊ͤͫͺͦͪͣ͊ͼ͙Ύ 
͍͚͋͊ͤͦͫͦ͟͟ ͫͺ͔͔ͪΤ 

2. ͫͦ͋͡Ό͔͙͒ͤΎ ͙ ͔͔͔͙ͨͪ͒ͯͨͪ͗͒ͤΎ 
͔͙ͨͪͫͭͯͨͤͦͫͭ ͍ ͺ͔ͦͪͣ ͍͙ͨͪ͊͡ ͨͦ 
͋ͦͪΈ͔͋ ͫ ͦͭͣ·͍͙͔͊ͤͣ ͔͔͎͒ͤ 

3.  ͊ ͍͙͙͍ͭͦͣ͊ͭͪͦ͊ͤͤ͘·͔ ͨͪͦͼ͔ͫͫ· ͤ͊ 
͔͙ͪ͒ͭͤͦͣ͟ ͪ·͔ͤ͟Τ 

4. ͍͙͙͔ͪ͊ͭ͘ ͔͎͔ͫͣͤͭ͊ ͪ·͙ͤ͟ 
ͫͭͪ͊ͻ͍͙ͦ͊ͤΎΤ 

5.  ͨ ͙͔ͦ͗ͦ͡ ͔͔͙͔ͤ͊ͫͤ͡ ͊͟͟ ͙͙͔ͨͪͦͪͭͭ 

 ʕͫ ͭ͊ͭΈ͔ ͙͙͊ͤ͊ͪͯ͘͡ΌͭͫΎ ͍ͦͨͪͦͫ· ͺ͙͍ͤ͊ͤͫͦ·ͻ ͎ͯͫͯ͡ ͫ ͨΎͭΈΌ 
͍ͦͫͤͦͤ·͙ͣ ͫͦͼ͙͊͡Έͤ·͙ͣ ͙ ͔ͭͻ͎͙ͤͦͦ͡;͔͙͙ͫͣ͟ ͔͔ͭͤ͒ͤͼ͙Ύ͙ͣΥ 



ü poor internet access  in rural areas of the UK   ɕɑɔɛɔɏ Ɋɔɗɘəɕ Ɉ 
Ȯɓɘɋɖɓɋɘ Ɉ ɗɋɑɢɗɐɎɛ ɖɆɏɔɓɆɛ UK   

ü lack of basic digital skills limits ɔɘɗəɘɗɘɈɎɋ ɇɆɍɔɈɡɛ ɜɎɚɖɔɈɡɛ 
ɓɆɈɡɐɔɈ 

ü not having a passport or a driving licence or permanent address to 

open bank account and  gaining access to credit ɓɋ ɎɒɋɓɎɋ  

ɊɔɐəɒɋɓɘɔɈ  ɎɑɎ ɕɔɗɘɔɥɓɓɔɉɔ ɆɊɖɋɗɆ Ɋɑɥ ɔɘɐɖɡɘɎɥ ɇɆɓɐɔɈɗɐɔɉɔ 
ɗɝɋɘɆ Ɏ ɕɔɑəɝɋɓɎɥ ɊɔɗɘəɕɆ ɐ ɐɖɋɊɎɘə 

 

Consumer Information and Advice in Digital Financial Services in the UK 
Tamara Lordkipanidze 6 

Some examples of the problems include: 

ü poor access to insurance for elderly and  

disabled or who have experienced serious 

illness.  ʅʝʜʦʩʪʫʧʥʦʩʪʴ ʢ ʩʪʨʘʭʦʚʘʥʠʶ ʜʣʷ 

ʧʨʝʩʪʘʨʝʣʳʭ ʠ ʠʥʚʘʣʠʜʦʚ 



Internet access ï households and individuals in 

Great Britain 2016 
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In 2016, 89% of households in 
Great Britain (23.7 million) had an 
internet connection in comparison 
with 86% in 2015 and 57% in 2006  
 

ˤ нлмс ͎ͦ͒ͯ уф҈ ͒ͦͣ͊΄͙ͤͻ 
ͻͦ͘Ύ͚͍ͫͭ ͍ UK (ноΣт ͣͤ͡Φύ ͙͔͙ͣ͡ 
͒ͦͫͭͯͨ ͟ ˮ͔͔ͤͭͪͤͭͯ ͨͦ ͍͔͙ͫͪ͊ͤͤΌ 
ͫΥ 
Ç 86҈ ͍ нлмр ͎ͦ͒ͯ  
Ç 57҈ ͍ нллс ͎ͦ͒ͯ 
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Internet activities by year  Internet banking 
undertaken by 60% 
of adults in 2016, 
doubled since 2007 
from 30%  

ˮͫͨͦ͡Έ͍͙͔ͦ͊ͤ͘  ˮ͔͔ͤͭͪͤͭ-
͙͎͋͊ͤͤ͟Σ 60҈ ͍ͪͦͫ͘͡·ͻ ͍ 
нлмс ͎ͦ͒ͯΣ ͍͙ͯ͒ͦͫ͡Ύ ͫ нллт 
͎ͦ͒͊ ͫ ол҈ 



9 

Consumer Information and Advice in Digital Financial Services in the UK 
Tamara Lordkipanidze 

Internet activities by age group in  2016 
Adults aged 25 to 34 reported 
the highest level of use in some 
ΨŘŀȅ-to-ŘŀȅΩ ŀŎǘƛǾƛǘƛŜǎ ǎǳŎƘ ŀǎ 
use of internet banking 87% 
while adults aged over 65 use of 
internet banking  26% 

ут҈͍  ͨ ͔͙͔͙ͦͭͪ͋ͭ͡ нр ͒ͦ оп ͔ͭ͡ 
͔͔͔͍͔͗͒ͤͤͦ   ͙ͫͨͦ͡Έͯ͘Όͭ  
͙͔͔ͤͭͪͤͭ-͙͎͋͊ͤͤ͊͟ ͭͦ ͍͔ͪͣΎ 
͊͟͟ ͍ͪͦͫ͘͡·͔ ͍ ͍͔ͦͪ͊ͫͭ͘ 
ͫͭ͊ͪ΄͔ ср ͔ͭ͡ ͙ͫͨͦ͡Έͯ͘Όͭ 
͙͔͔ͤͭͪͤͭ-͙͎͋͊ͤͤ͟ нс҈ 
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Digital financial services with affordable and convenient ways to 
save, make payments, access credit and other financial products 

are essential to reducing the gaps in financial inclusion (FCA).   

Access to financial services is fundamental for 
participation in society.  
˨ͦͫͭͯͨ ͟ ͺ͙͍ͤ͊ͤͫͦ·ͣ ͎ͯͫͯ͊ͣ͡ ͙͔͔ͣͭ ͎͔ͦͪͦͣͤͦ ͤ͊͘;͔͙͔ͤ 
͒͡Ύ ͙͔͎ͤͭͪ͊ͼ͙͙ ͍ ͦ͋΅͔͍͔ͫͭ 

͙̇ͺ͍ͪͦ·͔ ͺ͙͍ͤ͊ͤͫͦ·͔ ͎͙ͯͫͯ͡ ͫ ͒ͦͫͭͯͨͤ·͙ͣ ͙ 
ͯ͒ͦ͋ͤ·͙ͣ ͙ͫͨͦͫͦ͋͊ͣ ͔͔͔͙ͫ͋ͪ͗ͤΎΣ ͦͫͯ΅͔͍͔͙ͫͭͤ͡Ύ 
͔͔͚ͨ͊ͭ͗͡Σ ͒ͦͫͭͯͨ͊ ͟ ͔͙ͪ͒ͭ͊ͣ͟ ͙ ͎͙͒ͪͯͣ ͺ͙͍ͤ͊ͤͫͦ·ͣ 
ͨͪͦ͒ͯͭ͊ͣ͟ ͔ͤͦ͋ͻ͙ͦ͒ͣ· ͒͡Ύ ͫͦͪ͊͟΅͔͙ͤΎ ͔͍ͨͪͦ͋ͦ͡ ͍ 
ͺ͙͍͚ͤ͊ͤͫͦͦ ͙͔͎ͤͭͪ͊ͼ͙͙ όC/!ύΦ 



The Essential Digital Skills Framework   

ȨɆɌɓɡɋ ɜɎɚɖɔɈɡɋ ɓɆɈɡɐɎ  
in 2018 Lloyds Banking Group and the Tech Partnership defined five  
categories of skills needed to safely benefit, participate in and 
contribute to todayôs and futureôs digital world 

ÁCommunicating ȰɔɒɒəɓɎɐɆɜɎɥ  

ÁHandling information and content ȴɇɖɆɇɔɘɐɆ 
ɎɓɚɔɖɒɆɜɎɎ  

ÁTransacting ȹɝɆɗɘɎɋ 

ÁProblem Solving ȶɋɞɋɓɎɋ ɕɖɔɇɑɋɒ 

ÁBeing safe and legal online ɔɗɘɆɈɆɘɢɗɥ ɍɆɞɎɍɞɋɓɓɡɒ 
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The research shoed that : 
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The proportion of UK citizens with the full five skills 

Å 4.3 million people (8%) in the UK with zero Basic Digital Skills ς 
this is 470,000 fewer people than in 2017. пΣо ͙͙ͣͦͤ͊͡͡ 
͡Ό͔͚͒ όу҈ύ ͍ UK ͤ ͔ ͙͔͔ͣͭ  ͤ ͙͙͊͟͟ͻ ͼ͙ͺ͍ͪͦ·͙ͣ ͍ͤ͊·͍ͦ͟ - 
Ήͭͦ ͤ͊ птл ллл ;͔͍͔ͦ͟͡ ͔ͣͤΈ΄͔Σ ;͔ͣ ͍ нлмт ͎ͦ͒ͯ. 

Å 43% (23.2 million) of the UK are not able to create something new from existing 
online images, music or video по҈ όноΣн ͙͙ͣͦͤ͊͡͡ύ UK ͤ ͔ ͣͦ ͎ͯͭ ͍ͫͦ͒͊͊ͭ͘Έ ;ͭͦ-
ͭͦ ͍͔ͤͦͦ ͙͘ ͫͯ΅͔͍ͫͭͯΌ΅͙ͻ ͚ͦͤ͊ͤ͡-͙͔͙͚ͦ͋ͪ͊͗ͤ͘Σ ͣͯ͘·͙͟ ͙͙͡ ͍͙͔͒ͦ 

Å 24% (13 million) of the UK are not able to verify the sources of information found 
online нп҈ όмо ͙͙͍ͣͦͤͦ͡͡ύ ͙͘ UK ͤ ͔ ͣͦ ͎ͯͭ ͍͔ͨͪͦͪΎͭΈ ͙ͫͭͦ;͙͙ͤ͟ ͙ͤͺͦͪͣ͊ͼ͙͙ 
͍ ˮͤ ͔͔͔ͭͪͤͭ 

Å 16% (8.6 million) of the UK are not able to fill out an online application form 16% 
όуΣс ͣͤ͡Φύ ˮ͘ UK ͤ ͔ ͣͦ ͎ͯͭ ͙͊ͨͦͤͭ͘͡Έ ͚ͦͤ͊ͤ͡-͊͘Ύ͍ͯ͟ 

Å 11.3 million adults (21%) do not have all five Basic Digital Skills. 11,3 
͙͙ͣͦͤ͊͡͡ ͍ͪͦͫ͘͡·ͻ όнм҈ύ ͔ͤ ͙͔ͣΌͭ ͍͔ͫͻ ͨΎ͙ͭ ͍͋͊ͦ͘·ͻ 
ͼ͙ͺ͍ͪͦ·ͻ ͍ͤ͊·͍ͦ͟Φ 



key problems  
 

Å Move to online can mean that 
consumers with poor digital 
literacy or limited internet access 
have increasingly limited choice  

Å Customers with disabilities can 
struggle to access banking 
services that increasingly rely on 
technology or automated 
systems  

Å Customers in rural areas may 
face long and/or costly journeys 
to visit branches 
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ȰɑɤɝɋɈɡɋ ȵɖɔɇɑɋɒɡ 
 

Å͎͙ͦͪ͊ͤ;͔ͤͤ·͚ ͍·͋ͦͪ ͒͡Ύ 
͔͙͔͔͚ͨͦͭͪ͋ͭ͡ ͫ ͨͦ͡ͻ͚ͦ ͼ͙ͺ͍͚ͪͦͦ 
͎ͪ͊ͣͦͭͤͦͫͭΈΌ ͙͙͡ ͎͙ͦͪ͊ͤ;͔ͤͤ·ͣ 
͒ͦͫͭͯͨͦͣ ͍ ˮ͔͔ͤͭͪͤͭ  ͍  ͫͯ͡;͔͊ 
͔͔ͨͪͻͦ͒͊ ͍ ͚ͦͤ͊ͤ͡ ͔͙ͪ͗ͣ   

Å˽͔͙͔͙ͦͭͪ͋ͭ͡ ͫ ͎͙ͦͪ͊ͤ;͔ͤͤ·͙ͣ 
͍ͦͣͦ͗ͤͦͫͭ͘Ύ͙ͣ ͙͍ͫͭ͊͊͟͡ΌͭͫΎ ͫ 
͔͚ͨͪͦ͋ͣͦ͡ ͒ͦͫͭͯͨ͊ ͟ ͍͙͋͊ͤͦͫͣ͟͟ 
͎ͯͫͯ͊ͣ͡ 

Å˴͙͔ͤͭ͡· ͍ ͔ͫ͡Έ͚ͫͦ͟ ͔͙ͣͫͭͤͦͫͭ 
ͺ͙͙͘;͔͙ͫ͟ ͔ͤͯͫͭͯͨͤ·͔ ͺ͙͙͊͡͡· 
͍͋͊ͤͦ͟Φ  



             Positive trends  

              
research of 2018 showed a great improvement in both financial and 
digital inclusion figures; 190,000 more people have a bank account 
and 470,000 have gained new digital skills (Lloyds Bank UK Consumer 
Digital Index 2018) 

 

ɎɗɗɑɋɊɔɈɆɓɎɥ 2018 ɉɔɊɆ ɕɔɐɆɍɆɑɎ ɍɓɆɝɎɘɋɑɢɓɔɋ əɑəɝɞɋɓɎɋ ɐɆɐ 
ɚɎɓɆɓɗɔɈɡɛ, ɘɆɐ Ɏ ɜɎɚɖɔɈɡɛ ɕɔɐɆɍɆɘɋɑɋɏ ɈɐɑɤɝɋɓɎɥ; ȹ ɇɔɑɋɋ 
ɝɋɒ 190 000 ɕɔɘɖɋɇɎɘɋɑɎ ɇɔɑɢɞɋ ɇɆɓɐɔɈɗɐɔɉɔ ɗɝɋɘɆ Ɏ 470 000 
ɝɋɑɔɈɋɐ ɕɔɑəɝɎɑɎ ɓɔɈɡɋ ɜɎɚɖɔɈɡɋ ɓɆɈɡɐɎ (Lloyds Bank UK 
Consumer Digital Index 2018) 
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    Citizens Advice jointly 
hosted     Roundtable ,  
      23 May 2018  
 

    ȪɋɕɆɖɘɆɒɋɓɘ ɕɔ ɐɔɓɐəɖɋɓɜɎɎ 
    Ɏ ɖɡɓɔɝɓɔɏ ɕɔɑɎɘɎɐɎ  

 

focused on the challenges and 
opportunities for vulnerable consumers 
in relation to data and digital market 
developments, mainly: 

 

Á vulnerable consumers 

Á ensuring markets can be trusted 

Á online and digital markets 

Á supporting economic growth and 
productivity  Consumer Information and Advice in Digital Financial Services in the UK 
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Ȱɖəɉɑɡɏ ɗɘɔɑ  
 
˨͔͔ͨ͊ͪͭ͊ͣͤͭ ͨͦ ͔ͦͤͯͪͤ͟͟ͼ͙͙ 
͙ ͪ·ͤͦ;͚ͤͦ ͙͙͙ͨͦͭ͟͡  
 

ˣ·͡ ͍ͨͦͫΎ΅͔ͤ ͔ͨͪͦ͋ͣ͊ͣ͡  ͙ 
͍ͦͣͦ͗ͤͦͫͭ͘Ύͣ ͯΎ͍͙ͣ͘·ͻ 
͔͙͔͔͚ͨͦͭͪ͋ͭ͡ ͍ ͦͭͤͦ΄͔͙͙ͤ 
͍͙͙ͪ͊ͭ͘Ύ ͼ͙ͺ͍͎ͪͦͦͦ ͪ·ͤ͊͟Σ ͍ 
͍ͦͫͤͦͤͦͣΥ 
 
ÅͯΎ͍͙ͣ͘·͔ ͔͙͔͙ͨͦͭͪ͋ͭ͡ 
Å͔͔ͦ͋ͫͨ;͔͙͔ͤ ͍͔͙͒ͦͪΎ ͟ ͪ·ͤ͊ͣ͟ 
Å͚ͦͤ͊ͤ͡ ͙ ͼ͙ͺ͍ͪͦ·͔ ͪ·͙ͤ͟ 
Å͔ͨͦ͒͒ͪ͗͊͟ Ή͙ͦͤͦͣ͟;͔͎ͫͦͦ͟ 
ͪͦͫͭ͊ ͙ ͙͍͙͔ͨͪͦͦ͒ͭ͘͡Έ͙ͤͦͫͭ  

  


